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[bookmark: _Toc6149672]Introduction
	Customer engagement and understanding customers’ behaviour are   main focus of many business organisations due to its huge impact. A customer is a person who purchases goods or services from a shop or business (Baines, et al., 2011).  For the business to exist, customers are needed. Moreover, customers’ behaviour may even affect business operations and marketing strategies. It has been proven that one of the most important assets of the company are its customers. However, the behavior of customers are constantly changing. Nowadays, clients are more demanding due to competitions and more informed because of the advancement of technology. As a result, rendering a quality customer service is crucial to the business. Customer service is providing the needs and desires of clienteles (Kreittner, 2006). Information about customers is vital to maximise customers’ engagement and plays a key part on delivering a customer service tailored to the preference of its clients. This may lead to a more satisfied customer. A better customers’ satisfaction may lead to customer retention and increase on its number. Consequently, profit may improve, and the business is more stable. 
	Nowadays, integration of technology to enhance customer service is vital for the business to survive in a competitive environment. The process of incorporating technology to build a positive customer engagement is called Customer Relationship Management (CRM). It is revolving around customers on engagement and understanding customers. The objective of CRM is to monitor customers’ behaviour and use it to improve customer service to retain regular customers and to lure more clients. Furthermore, CRM is incorporated of new technology and gadgets in our modern world (Kotler & Armstrong, 2018). 
	The aim of this report is to critically analyse the characteristics that may affect to maximise customer satisfaction at Akash restaurant. Moreover, the activities of the company to offer quality customer service is to be analysed. The important role of innovation and creativity in the everchanging customers’ behaviour and its consequences in my restaurant business is going to be evaluated.


[bookmark: _Toc6149673]About Akash Restaurant
	The location of Akash Restaurant is 145 Greenford Road, Harrow, HA1 3QN. There are six employees and the business is in operation for more than 15 years. Due to competition and changes of customers’ behaviour, the restaurant is struggling to survive. Innovation and creativity are needed in daily operations.  Moreover, adapting to new technology is vital to the growth and sustainability of the business. The average daily sale is £1,500. The monthly revenue is around £45,000. However, the challenge is to increase sales and minimise expenses.

[bookmark: _Toc6149674]Maximizing Customer Satisfaction to Maximise Profit
	The satisfaction of clients is vital on maximising profits. Customer satisfaction enhances loyalty of customers specifically on restaurant business. Happy and satisfied customers may increase revenue and profit because of many factors such as good reviews, loyalty and word of mouth advertisement. The aim of the restaurant business is to improve customer value. Customers’ satisfaction could be influence by three factors which are price, quality and time. Nevertheless, there is a huge test on satisfying customers at a minimum cost. Onn this part, the tactical operation of the business plays a vital role. On Akash restaurant, we are doing our best to give quality service and good food at a reasonable price for the customer. However, operational expenses are going to be minimised. The segmented customers are for middle class family and workers within the vicinity. As a result, prices of food are competitive, and orders are served quickly.  To add value to the products, quality customer service is essential in a restaurant business. 

[bookmark: _Toc6149675]Quality Service on Customers’ Perspective
	On Akash Restaurant, quality service according to customers matter on retaining regular clients and luring walk in clients to come back again. According to (Zeitham, et al., 1990), there are five qualities of service and its degree of importance are shown from the figure below. Although reliability is the most important, neglecting one of them may negatively affect the quality of the service. It can be regarded as a poor customer service. Consequently, poor customer service may drive away customers especially in a customer oriented business such as Akash restaurant.
[image: ]
								Souce: Zeitham et al,1990
[bookmark: _Toc6149676]Ways of addressing different service qualities at Akash restaurant
· Reliability – customers can deliver what the restaurant promises. For example, customers are confident that the restaurant is open by following the opening hours. Furthermore, the availability of most of the food items in the menu list is vital to the client. Lastly, the restaurant has the capability to cater group reservation up to 60 clients. 
· Responsiveness – staffs have the ability to respond onncustomers’ requests or needs. For example, if the customer does not want  salt on his/her steak, servrers are going to comply with the request. In addition to this, a quick delivery of service to the order of customers is vital to the business. Being attentive to the special request of the customer is vital to the business.
· Assurance – Akash restaurant ensures about food and safety of all its products. Staffs are trained about allergen advice. All ingredients are indicated in the menu to avoid legal issues on for the safety of all of  customers. All the foods that we are serving are Halal certified by buying on the meat supplier that I personally know. The trust of my clients are essential.
· Empathy – the gesture and attitude of showing to my client that I care for them is a vital part to keep my regular customers coming back to my store. For example, a warm greeting and a service with a smile make customers feel welcome to the restaurant. Another example is whenever a client breaks a drinking glass, it is a good practice not to get angry with customers verbally and it goes hand in hand with body expression. A friendly chat with regular customer is a nice gesture.
· Tangibles – Food safety and hygiene are the main focus of the company. The cleanliness of the environment and food utensils make customers feel safe and satisfied because restaurant is all about serving food. When it comes to food, cleanliness is essential. Furthermore, clean toilets would make a good impression. Most of the customers would not like to be in a restaurant where toilets are filthy. Clean uniforms and personal hygiene  are vital for staffs in a restaurant business. 
[bookmark: _Toc6149677]Customer Gap Analysis
	Baines, et al. (2011) states that the customer gap is the difference between a customer service expectation and the perceived customer service that actually happens. The space is called customer gap as shown in the figure below. 
[image: ]
	The forecasted expectation of the customers that are set by the company is called customer service expectation whereas customer service perceptions are the actual experience of the customer after the customer service experience. The objective is to minimise or lessen customer gap to render a better customer service. For example, the company would like to make the price of the menu lesser for the benefit of the customer. However, most of the customers are willing to pay for a more quality food products. Research and investiagations are necessary to really meet the customer expectation. At Akash restaurant, most of the customers are working class and middle class families. Customers would like fast and efficient service at a competitive price. The quality of food should be worthy at a competitive price. However, the service that we are providing should be cost-effective so that the company is sustainable and profitable. Satisfaction of customers is essential to the Akash restaurant.

[bookmark: _Toc6149678]Managing Restaurant operations
	Full understanding on daily operational procedures are essential to maximise profit and increase efficiency of the restaurant. It can be divided into significant categories from ordering foods, hiring  staffs, advertising, serving customers, maintenance of equipments, cleaning, inventory, marketing and catering group reservations. Since the restaurant is depending on monitoring every component of operation and the objective is the bottomline which is profit.  The operational cost should be clearly monitored because it is essential to the business to make a profit. 

[bookmark: _Toc6149679]Create a Cost- Effective Menu
	Akash restaurant menu plays an important role in presenting products to customers. Customer expectation should be met in terms of quality, products and efficient service. The critical part here is pricing the menu without affecting the entitre impression of clients in my restaurant. Nevertheless, when it comes on managing the business, the objective of menu is not only to impress the customers. Profit should is the force on deciding which menu should be included on the list. Without profit, Akash restaurant is not sustainable. With a profit standpoint of view, the owner, manager and chef should create the menu to be discussed. The essential part is at least one of us has a vast experience in food costing to optimise profit in the menu. In Akash restaurant, the type of food we are serving is Indian food. It is important to identify ingredients including seasomings and the process of each menu item. After evaluating and examiningthe real ingredient costs and time for preparation. The price of the menu can be decided. Moreover,m it is also important to consider small details of the restaurant  menu such as seasoningsand garnishes in drinks. Everything adds up to all expenses in the long run. There is a food cost average rules according to (Bethell, 2018), 25% for casual dining and 35% for fine dining. Since Akash restaurant is a fine dining restaurant, the restaurant should consider 25% for casual dining. If  one serving of‘Chicken Biryani’ has an overall food cost of £2.50, the price per service is £10.00. Once the Akash restaurant menu is set,  designing and presentation of menu are  vital. Restaurant specials and huge margin of profit dishes are visible to the eyes of customers at first glance. It is a clever idea to highlight text to attract attention. The design of the menu should be easier by using online templates by a printing company with a budget-friendly printing service.  
	Menu specials are an interesting feature to optimise profit. This could lure many customers. For the Akash restaurant, the specialty courses are ‘biryani’ in four different flavours which are chicken, beef, vegetables and king prawn. If there is a good deal on fresh food products such as salmon, we could offer this as a special tdish for a day or two days. Special courses are also offered on prevention of food spoilage to minimise expenses. All our products and foods are ‘halal’ to make the restaurant inclusive to all treligion and we are also offering vegan menus. Akash restaurant is offering varieties of teas to choose from and varieties of dessert. Servers are required to suggest teas or desserts to clients to boost profitability and increase level of customer satisfaction for varieties of options

[bookmark: _Toc6149680]Managing Food and Operating Costs
	One of the reasons for the failure of restaurant to make a profit is not monitoring the food cost over time. Some fresh products are seasonal and many ingredients are changing from time to time. However, reviewing regularly the cost in the market in not the only factor for expenses. It could also identify theft and waste disposal. It is a good practice to track running food cost weekly or even daily. There is a basic formula for average food cost monitoring  over a period of operation such as daily or weekly. 
Initial Inventory + New Purchases – Ending Inventory = Cost of Goods Sold (COGS)
COGS  / Numbers of Meals Sold = Average Cost Per Meal
	The formula is not difficult and it is straightforward. For example, the initial inventory of products is £500 and the new deliveries would cost £200 and final inventory is £450.  The COGS is £250. While the average cost per meal is 
COGS =  £500 +£200 -£450  = £250
Average Cost per Meal = £250 /100 = £2.50
	The restaurant manager can set profitable price of 25% food coson average cost per meal,which is £10 selleing price. It can also forecast the number of meals which is 100 daily for instance. If thev restaurant is selling onl;y 80 meals, there is an issue on waste disposal or theft problem. 
	Tracking sales income and food cost can be programmed automatically by utilising restaurant point-of-sale (POS) systems provided. It should be interfaced with the cash register and the computer in the office can access the number of meals sold and sales on the menu. With this software programme, it is easier to monitor the sales and expenses. 

[bookmark: _Toc6149681]Considering Other Management Costs
	When running a restaurant, profit is essential for the sustainability of the business and it is important to track it closely. Aside fro food cost, operating cost should be considered. Management is going to look closely to overhead cost and minimise spending. 
Other expenses needed to consider
Payroll costs – This is the second biggest operational cost after food-cost. Strategic scheduling can make the payroll cost as minimum as possible.
Rent – the rent of the place is a substantial additional expenses to be considered.
Insurance – comparing rates to other insurance companies
Maintenance and equipments- there is always fund allocated for emergencies and     maintenance of equipments.
Utilities – Electric,water, gas and many more
Licenses – Licensing costs are lower than facing prosecution on paying a fine
Marketing – it is good to have a marketing strategy but it cost money to advertise your business on social media, website and promotions
Taxes – taxes should be considered in the expenses of the restaurant

By managing overhead costs, the restaurant can survive in a competitive market of restaurant business. Moreover, it can sustain the business for a long period of time. It is one of the secrets of the business to be opened for more than 20 years.

[bookmark: _Toc6149682]Inventory Management
	It is critical to have a sound inventory management to control food cost, maintain freshness and availability of the dishes in the menu. This may lead to a better customer service by knowing ingredient and menu needs. Correct inventory can lead to acquiring correct ingredients. For example, a tomato is not just a tomato. It could be tomato cherry, tomato plum and tomato salad. It could also be a tomato for salad or for cooking. In a restaurant business, product specification is important to communicate the right specification to my supplier. It can also be used to monitor all the available stocks. It is good to have a master inventory list on a spreadsheet. Accurate inventory can be used to forecast the daily, weekly and monthly budgets. The inventory goes hand in hand with the expected sales level. It can also avoid overspending and understocking. When it comes to utilising stocks especially for fresh ingredients, the ‘first in, first out’ (FIFO) method to prevent spoilage and waste. The program can also identify if the stocks are low (Bethell, 2018). 

[bookmark: _Toc6149683]Training and Development of Staffs
	Akash restaurant is clear on having a well-defined task involved in food preparation, customer service and maintenance of facilities. If there is no set operational processes and procedures, the expectation of the result of training and development of staffs would not have a sense of direction thatmay lead to failure on manging human resources.The front-of-house procedures that is in  serving customers and the back-of-house that is food preparation are equally important for customer satisfaction. Since Akash is considered as a small organisation, training can be done when the new employee starts a job. The new employee needs to shadow a senior staff for a day or two on how things are done and for health and safety reasons of workers and customers and customers as well. For example, a server needs to be familiar on the list of ingredients and the taste of each menu. If the new staff is working on food preparation, manual food handling is essential. There is also a training available to staff such as first-aid, food handling and about health and safety isuues. 

[bookmark: _Toc6149684]Marketing Strategies
	With the advent of  digital technology and the changing behaviour of customers, restaurant business needs to adopt for effective marketing. Word of mouth is still significant however, there is a huge benefit on utilising smartphone and social media. It is important to get  your marketing strategy on the right track. My restaurant is struggling to adopt with this new method because theway of doing things that we used to for many many years is not an easy task to be changed. Nevertheless, it is good to grab the opportunity on soial media and creating company website for reservation, adverts and feedbacks. It is also wise to reach out on food bloggers. Technology changes a lot of the traditional methods of doing business. If Akash restaurant will not continuously adopt on doing its business, it may be difficult for the business to survive in a modern world.
[bookmark: _Toc6149685]Social Media 
	Social media platforms can be used by posting mouth-watering pictures of the menu. The restaurant can also promote new specialties  or menu of the week or month. Menu can sometimes depend on the season. For example, during winter, it is wise yo promote soup of the week. There is a lot of social media, however the best spot to advertise your product is through Facebook and Instagram (Teresa, 2019). 
	

[bookmark: _Toc6149686]Website
	Creating a website is becoming popular and effective to the business nowadays. It is not cheap on creating a website however, the benefit is  enormous. With the website, the company can post the address, telephone number, methods for reservation, offers and schedule of restaurant operations. Moreover, customers can leave feedback in the website. However, the restaurant needs to be wary on positive and negative feedbacks which include rating of the company from 1 to 5. With 1 as very poor customer service and five as excellent service. 

[bookmark: _Toc6149687]Reaching Out to Local Food Bloggers
	In order to popularise my restaurant, it has beneficial influence to reach out to local food bloggers. Offer them incentives such as free meal to write about your food and services. It could boost the sales in you restaurant by networking with the food blogger’s follower.

[bookmark: _Toc6149688]Word-of mouth
	Comment that spread across the neighbourhood is still a vital aspect to be considered. Friendliness and respectful to customers are always important to the business. If customers are treated well with respect in a restaurant and experienced friendliness of staff. Moreover, if the foods served are excellent, the company is investing on that customer to advertise your business. 

[bookmark: _Toc6149689]Managing Schedules
	Akash restaurant is busier during weekends compared to weekdays. The strategic scheduling is to put more staffs during busiest period. Consider also the time of the day when there is a lot of customers coming in especially dinner time and lunch time. With this kind of scheduling, it is proper to have a combination of fiull-time and part-time staff. The customer expectation is to deliver fast and efficient service. That could happen if the system is systematic and enough human resources during that particular time. 
[bookmark: _Toc6149690]Recommendations
	The restaurant is in operation for more than 15 years. However, customer’s behaviour and evolution of technology have affected the way of doiing business through the years. The restaurant adopted on some of it however there are some aspects need to be considered. The one thing that the restaurant need to upgrade is on e-mailing customers for promotions and new specialties. The needs only to join on Apps for restaurant. The way emplooyees need to be updated and communicated using WhatsApp group. Hoewever, there is a need to restrict for restaurant purposes only. Communication among employees is vital during operation, a headset for communication is needed. Customer’s behaviour is also changing, with this online ordering and delivery should be implemented. Moreover, there should be a special price for take away food items.

[bookmark: _Toc6149691]Conclusion
	There are three aspects which are  quality, price and time that affect customer value. Akash restaurant is focusing price and quality in the restaurant business. The satisfaction of customer is the main objective of the restaurant to maximise profit. The five assessments of quality customer service are reliability, responsiveness, assurance, empathy and tangibles. The goal of the company is to close or minimise the customer gap. 
	A success on business has many aspects involved in business operations. Proper management of operation begins with every detail form menus, costs, process, inventory, training and scheduling. Moreover, marketing the restaurant could bring in many customer for sustainability and profitability fo the restaurant. Technology plays an important role in the starategic operations of the business. The restaurant must aapt to utilise nerw technology to be competitive in the business. 
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